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Introduction 
Covid-19 has had a great effect on businesses across UK and world in numerous ways, the traditional ways of trading have changed drastically, and the public are restrained from “normal”. The “new norm” had its implication due to some restriction that were implemented globally, world had to see some changes that caused impact on ways of living with the concept of new regulations. Peoples had a complete turn from “normal” to the “new normal” which implies face masks, 2-meter social distance, to only go out for a dog wall, daily exercise and only essentials shopping trip “food and groceries”. This report focusses on Dune London, Dune London was founded by Daniel Rubin in 1992. It all started as a concession store in London Oxford Street, with the objective of creating affordable luxuries footwear and accessories brand. The company owns 350 stores location worldwide. I have chosen to present this report on Dune London due a personal relation with the company, as I have worked for Dune London a little over 3 years. My experience with the company ended due to the Covid19 Pandemic, this report will analyse and discuss factors that affects the organisational quality systems and control for customers.
This report will analyse factors that affected Dune London internally and externally during the coronavirus crisis. This report will also investigate how the pandemic affected the company quality system and customer’s control as well as analysing ways that the “new normal” has affected businesses and ways of adaptation while aiming for its goals and objectives. In this report the aim of making consumers as comfortable as possible as well as trusting them as they see the product on everyday people. In this report there will be presented ways and methods used in order to maintain customer’s relation and company’s development through the pandemic. This report analyses consumer’s behaviours aiming covid-19 crisis as well as their expectation and company’s attitudes. This paper will look into the company and customer’s relation and its main proposition and its pilot theories to meet sales in the pandemic. This report will analyse customer’s satisfaction, choices, and products during covid-19 pandemic, it will also enhance the company goods and services.
This report will also examine theories that Dune London put in place to sustain the business. In this report it will be investigated the impact of the restriction on the applied by the government on the business. Covid-19 undoubtable changed consumer’s behaviour with those changes on the shopping pattern businesses are affected. This paper will highlight methods and theories used by Dune London to salve the business as well as meting consumers’ needs and demands, it will also narrate advantages and disadvantages of only online purchase and it effect on consumer’s satisfaction. In order to examine and apply marketing theories used by Dune London it is important for the company to understand and establish methods and strategies that will work in order to achieve customers’ demands as well as the company’s objective. There will be researches and studies presented in this report of Dune London products quality and its success in meeting customers’ demands with the aim of stablishing and maintaining customers desire and relation during the pandemic. 

  Marketing 
Marketing is set of action taken by the company aiming acknowledgement from its customers or potential customers of the services or products offered by the company. Marketing is done in numerous ways either by the company itself to promote and bring awareness to the business or company. It can hire a third part to do the advertising on its behalf. However, marketing can be defined as offering services, delivering products or services, selling to consumers or other businesses. In the past years’ businesses have endured changes where globalisation and technology played an important part in creating an educational path for consumers. Nonetheless that the marketing strategies and customer’s relation have changed in order to meet customers need and satisfaction as well as the business objectives.
Marketing is key to improve business and customer’s relation aiming the business turnover and profit. According to Sciencedirect.com (2010), “businesses generate greater execution when it marketing strategies are innovated and put in place effectively”. However, business’s success depends on multitude of component of other factors such as environmental condition and it’s important for the company’s marketing methods and its implementation. Therefore, if used effectively it facilitates businesses relation with the public. In order to achieve a great customers interest and engagement it required a process that needs elaboration as it can set the business name and reputation specially during the Covid-19 pandemic crisis its essential that businesses have successful plans in order to achieve profit.  

Customer’s satisfaction’s factors  
The concept of customer’s satisfaction involves multiple factors such as identifying and knowing the customers; therefore, all idea can be put into perspective. It is with a great advantage for the business’s success to identify customers, its recommended that customers are characterised in specific groups as it helps in familiarising their habits and behaviour. However, by analysing these elements it gives the company the power to react ahead of possible changes that can affect it performance. Dune London takes pride in meeting customers’ needs and requirements as well as creating a satisfactory shopping experience while producing and delivering to the highest of standards to meet customer’s expectation. 
· Identify customer
A customer is an individual that purchases or make used of products of services that are offered by individual or company. A customer is also identified as a consumer, buyer, purchaser etc. customer can come in different shape, and it can be an act of a single person or a group of people, a company or corporation can be identified can also a customer. According to Andrew Bloomenthal, (Sep.2020). online. “a customer is either an organisation or individual that needs and buys other company’s goods or services”. 

· Consumer behaviour 
Customer’s behaviour is an action of individuals or an organisation, company creates a method or strategy to understand of the public reaction or behaviour around their products or services. To stablish a particular pattern for a specific business and its customer’s behaviour its needed numerous of studies that includes their personal, physiological, and social factors of the customers that can be found in corporation, organisation, associates, group of friends or individual. Consumers response to a particular products or services is also influenced by their mental and emotional.  According to Schiffman, (2007). “These are the behaviour that anyone can exhibit while searching and evaluate products or services to buy or use that it’s believed to meet their need”.


· Customer satisfaction 
Customer satisfaction is a method of judgement set by the service provider to understand if a level of customer’s satisfaction is meet either through service or product that they offer. This process can help companies to identify customer’s emotion towards its products or services, these results can either be obtaining by the company of interest through a survey or rating program. The result can help company to make best of judgement on how efficient and satisfactory their products or services to the customer’s needs and their happiness are. According to Fornell, Johnson, Anderson, Cha and Bryant. (1996). “Customer’s satisfaction can be defined as the evaluation of customers, their purchasing desire and consumption experience to specific goods or services”.     
Marketing Theories 
The Marketing Mix, it has been said by Semanticscholer.org. (2009). “That Borden proclaim himself as the inventor of the term Marketing Mix”. is known as a mix of actions that companies operate under in order to increase it potentiality and create opportunity for the brands name and products to gain popularity. Marketing Mix is a combination of Ps, however in this report will focus on 4ps as that are believed to be in line with Dune London’s marketing strategy as well as its business style. These 4ps will analyse and identify it efficiency during the coronavirus crisis.  
[bookmark: _Hlk81507336]The marketing Environment are tactics that are used to study a mixture of internal and external factors are around and that can have a minor or greater impact on how the business runs. Nonetheless those factors are important to be looked at regularly as it changes can have a great effect on the business, since some of these factors are out of the control of the business it’s crucial that companies keep a closer look to sudden changes and alterations specially during the pandemic crisis. According to digitalschoolofmarketing.co.za. (2020). “it’s important that all possibilities are analysed as it all can impact the business’s growth”. Business’s success is achieved through a process that includes micro and macro factors therefore those factors are at an extreme importance of the business decision making. 
Segmenting Consumer Markets is a division of specific area of market, therefore by using this method it allows the business to clarify and elaborate a straightforward strategy based on particular characteristics by defining the audience and targeted market. This segment facilitates a business and customer’s relationship through it approach in identifying these marketing areas, Demographic, Geographic, Psychographic and Behavioural. According to Professionalacademy.com. (2020). “Companies are able to produce a straightforward approach for it specific style of customers by generating all of important information that are essential while decisions are made on the business marketing style to fit it consumers”. 
The Dune Group 4Ps 
· Product
The Dune Group teams works with designers and suppliers chain partners to assure that customers are presented with sustainable products as well as high standards are meet throughout this process. The company have put in place few methods of reassuring that in the process of making of their products that all ethical and code of conduct are followed. According to media.dunelondon.com. (2021), “all of their suppliers have to stick to the laws and regulations that appeals to the country of production as well as taking pride in no participating in animal cruelty or make a use of any material that was sourced from endangered animal”. 
· People
[bookmark: _Hlk81509770]The Dune Group is aware of its “CSR” and the environmental concern that comes with it business operation and practice. Although, the company focuses in satisfying it customers’ needs as well as taking into high consideration their customers wellbeing throughout the company. The company acknowledges it responsibility and the impact of making of their products on the environment, community and workers lives. According to media.dunelondon.com. (2021). “The Dune Group is inclusive in the social issues and constantly working in ways to create a better working condition for its workers as well as producing raw materials and environmental guideline”.
· Price
According to dunelondon.com. (2021). Online, the founder Daniel Rubin stated that “He likes that the image of sand dunes is in motion as well as remodelling it form just like the fashion industry”. The Dune Group (London) produces numerous brands as well as selling it partners brands in concessions stores, as the styles and brands changes so does the price. The Dune Group produces footwear, accessories, shoes maintenance products. The products vary from different shapes as Dune London offers its customers that needs a special shaped shoes such as Dune wide fit and Dune comfort, it also offers to different occasion shoes and accessories to match as well as the bridal collection. All their products vary from real leather to vegan leather as well as the prices. 
· Place
There are many factors that creates a “place”, first and most important stores and online shopping experience needs to be as equal as safe for both customers and employees. Most of Dune London standalone stores and concessions are situated in main and high streets which is a strategic to attract customers as it’s an easy access. Nonetheless Dune London take a great responsibility in assuring that the place is safe and hygienic for its customers and employees, Dune Group and it teams works regularly in improving the face and display of it stores aiming to keep customers satisfy and meet it requests. According to media.dunelondon.com. “Allocation and space are important as it needs to meet building strength and integrity standards of the current local laws and regulations”.   
Impact of Covid-19 at The Dune Group 
[bookmark: _Hlk81509244]According to business-live by Hannah Baker and Hannah Finch, (2020). “As Covid-19 affects and continues to have it hits on the world economy, numbers of employees across the world and the Britain are to face job loss and businesses are forced to restructure and reduce workforce size”.  Just like any other businesses small and large, the Dune Group have faced challenges and continues in search of solution to fill in gaps the coronavirus pandemic crisis created. Dune Group have made use of the government retention scheme programme that pays 80 percent of wages for the workers across the UK, where other companies are forced to declare into administration in 2020 due to the industry struggles and challenges as Covid-19 continues to hit and restriction are put in places.
Coronavirus outbreak have switch businesses focus suddenly from customers being at the heart of businesses to thinking employees and customers (public) wellbeing health and safety as the priority of it all. With the dramatic changes that the world is facing companies need to have a control over numerous of factors that can affect the objective of the business such as cost constraints, supply chain and many others that can have a great impact on the way that the company operates. Nonetheless there are so factor that can affect the company during this crucial time and it can be related to human factors this can impact the organisation in different forms such as shortage of staffs during the coronavirus outbreak its mandatory for any member of the public that have been exposed to the virus whether tested positive or not.
 When presented coronavirus symptoms an individual most follow the NHS guideline to self-isolate and get the treatment needed in lined with the health care advise. Therefore, companies are at a risk of low employees available to work with this it can create employees exhausting due to less staffs and more workload. It takes a great organisational and interpersonal skills for a company to fill in potential gaps along the way, due to this some drastic changes that are inevitable to businesses due to it being implemented by the government and it is for the benefit of public companies are to make changes to meet the new way of living which may imply changes around the company and roles that staffs plays, some employees may need to be relocated some are to work from home others may have to fill in positions that are unfamiliar as it will benefit the company.

Sustainability practice at The Dune Group 
According to Dunelondon.com. (2021). “They are aware that they have a great part to play for the benefit of the planet as well as their community”. The Dune London team are working to find the best method that incorporates the organisational alteration in their sustainability practice, as part of mission the company have launched new boxes for some styles these boxes are recycled from certified cardboard. Also, they have put in place a method and strategy of making Dune London a plastic free company as the organisation is inspecting ways that its products are packed, over all Dune London is yet to make great changes such as making sure that by the end of the year all of the company’s production to only vegetable based dyes that are certified 100% recyclable aiming the wellbeing of their customers as well as the planet. It has been mentioned at Dunelondon.com. (2021). “As part of their sustainability campaign that the company have partnered with reGain in 2019”. The aim this initiative of their association with the reGain is that Dune London believes through the charity, and it work customers can give away products that they no longer need with every donation done by customers Dune London offers a discount off the customer’s future shop with Dune London.

Quality and Systems Practice at the Dune Group 
Quality and System control is a procedure that companies approach in order to guarantee that quality is reached, however, to maintain this practice throughout the company and its productions it involves numerous of factors but the key factor in achieving the company quality standards are managements and employees work and aspire for excellence. It is important for the companies to understand that quality systems vary from packaging, goods, services, and suppliers, it’s at great company advantage when customer’s expectation and standards are met. It’s understood that when great “QCSs” is at reach of the company and implemented it create opportunity as it attracts fix customers and potential fix customers.  
Dune group relies on and holds as their responsibility the implementation of the company ethical policy within the organisation structure worldwide. Therefore, its believe that ethical and environmental standards are crucial for the business, it’s of high value that it delivered throughout the organisation from Headboard, Supplier Chain partners, products, and production to the employees in the stores. This approach has been   produced and confirmed by the board directors as a framework of governance at the Dune Group. Dune London take pride in a long-term relation with majority of its suppliers as part of the company constant reassuring and persistency in production of efficiency products that are sold to the consumers, the company has as its priority and high demand that all suppliers to work within the agreement of the company’s ethical trading code of conduct.  

 Implementations of CRM Systems at Dune Group
Dune Group “CRM” approach is focus on creation opportunities for a great customers and business relation aiming high revenue or company turnover, it has been mentioned by (Chloe Rigby) internetretailing.net that “the company have a custom data-based that interacts and advertise and shows great sales revenue of £4 million in the past three years as well as been categorised on the top 50 in IRUK top 500 research”. The Dune Group thrives as it at their focus is to have a great knowledge and understanding in order to achieve excellent “CRM”, Dune London relies in a specific advertising method that “speaks” direct to the targeted customers. The Dune Group enhances the importance of training it employees on a regular basis aiming to maintain high standards service for the customers satisfaction , nonetheless, as a process of identifying it customers it is important to take in consideration all perspective and analysing possible in order to reach above the traditional or fix customers special during today is day where shopping habits are changing as retail industry is facing challenges and some companies are forced to reduce numerous of stores in UK high street.
Through its advertisement the Dune Group can target around twenty-six thousand individuals by creating and displayed personalised and specific to a designed audience. “The company have had data track of four years that presents all of imported campaign data”. Stated by Mark Blenkinsop the Head of Marketing of the Dune Group. The company have pulled in from all areas in order to achieve and implement great “CRM” within the company, Dune London celebrates as the organisation engages in knowing it customers and their buying habits as it facilitates the implementation of methods and strategies to keep a constant interaction it attracts customer’s attention and desire aiming converting potential customers into fix customers as well as creating market share. In the process of implementation Dune London relies in the high standards products and excellent customers service always delivered from one-to-one store experience to online shopping. Its believe that the company can gain a greater dimension when it works together as a team with a mutual objective and target, Dune Group relies on the potential great “CRM” holds when it comes to link sales or creating opportunity to achieve individuals targets as well as the company giving targets.  
Dune Group customer incentives 
Dune London is committed to composing high standards footwear and accessories, the design team focus in producing creative segment of seasonal pieces that can represent the company’s values, Dune London’s teams aims to make every product distinctive in it way and long lasting whether used or not therefore the company can avoid it products to be put in the disposal areas. According to Dunelondon.com. (2021). “The company donates it products to support charities such as United Shoes Recycling this charity uses those shoes that are donated to them to supply for those in need”. During the lockdown Dune London have also donated worth of £70.000 of their comfort shoes collection to the NHS team at the Guy’s and St Thomas hospital.
According to the survey carried by Young minds.org.uk. (2021). “67% of 2,438 of young people aged between 13-25 believed that the coronavirus outbreak and it changes, and a mandatory lockdown will have a negative impact on a long run on their mental health”. As the company’s chosen charity Dune London believes by joining forces with Youngminds UK on the fight of the great cause which is mental health and it effect on young people it can create a greater opportunity in achieving the charity’s goals and objectives.  Therefore, Dune created space to stock the Young Minds face mask as a method of supporting and facilitating the charity’s challenges 100% of the revenue made by Dune London on the sales of the face masks are donated to the charity. 
For customers to feel safe:
Information provided in store how (via visuals on safe shopping) keeping the distance face coverings hand gel screen between the customer and cashier at the till point 
Customers here assured that every pair of shoes after trying on by other customers was sanitised with antiviral spray, pop socks given.

Individual hand sanitising gel was given to every customer making a purchase.

Contactless payments and electronic receipts issued.

Recommendation and Strategy 
In the recent years (prior to Covid-19 pandemic crisis) strategic techniques have been progressively in the retail industry. The principal objective of it uses or implementation in the retail industry is to create a steady business improvement as well as reduce competiveness and continuous to produce while expanding as the customer’s satisfaction is meet.  As the business strategy was to ensure its sustainability during lockdown, the major focus was on online trade and the importance of having customer email in order to let customers know of any promotions going on and having every customer in database is ensuring (during slower traffic in stores) that customers are aware of sales and promotions going on and am purchase online, as well as free delivery to store, bringing an additional footfall. Dune London made an efficient use of technology as it plays and extremely role in the success of today’s businesses, with the advances on consumers shopping phase. Dune London takes advantages of technology by interacting more with customers through Instagram, as the company become more present “online” as well as sponsoring bloggers to wear it products. 
In order to enhance the customer’s relationship Dune London have partnered with marketing technology company Curalate. To engage on customer’s experience and be relevant in today’s retails world Dune London brought Digital Marketing at the heart of the business with the strategies Dune London have seen 55 in clicks through compared to previous emails not featuring UGC. Dune over all uses mix of factors that put together to meet the need of their customers, by using the right marketing strategies they tend to highlight benefits of the products by executing great service. According to Mark Blenkinsop, (2017). “Taking customers straight to their needs is the latest positive turn in the marketing strategy”. “Delivering the right message for the right person at the right time” as its stated by Dune Group that this advertising strategy was created aiming specification and personalised data record that have helped the company to increase its revenue for the past three years. It’s important that The Dune Group continuous to apply same methods as it facilitates “CRM” approach, and it has been proving the results in the data track history.
The Dune Group is facing the Covid-19 lockdown and restriction impact on it sites. In order to reverse this situation, the company have created restructured agreements that settles for a lower rent due to the pandemic crisis impact on its finances. This strategy will reduce it expenses, although the ecommerce has made significant sales during the lockdown period it isn’t enough to cover all sites footfall floats and turnovers on the revenue. It’s crucial that workforce managements to understand the challenges that people are facing in their everyday lives (private and professionally) with the “new normal”.  To ensure that the common business objectives are meet the company must assure that employees needs are fulfilled, and employees are not overwhelmed with workload as the company and management team creates a method that will balance work within stores.   




Conclusion:
This document has examined the marketing strategy, theory, sustainability, and the marketing practice of Dune London. During the Pandemic (Covid-19), like all other non-essential businesses in the UK; Dune has to close all its stores. This essay has discussed the marketing strategy and marketing theory adopted by Dune during the pandemic. This report has also accessed the strategy adopted by Dune to reach customer satisfaction and to evaluate the customers’ desire its potential future through the incentives introduce by the management to keep customers happy.
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